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Abstract 
 

The global market of today demands that the competiveness of firms not only extends to 

have good products to low prices, delivery precision and high quality. The after market is 

now just as important to the customer as in buying the product. Having the assurance of a 

company that they will provide an ongoing service through their products lifetime can be 

a major factor when picking a company. To satisfy their customers as much as possible 

continuous changes within their processes are important to maintain as a strong 

organization on the market. Companies’ can with the help from “Supply Chain 

Management” map their supply chains to get an understanding about which parts in the 

chain generates profit and which parts develops loss.  

 

This thesis is divided within two purposes.  

One of the purposes aims to map and investigate two of the processes at Ericsson AB, the 

Claims process and the Hardware services process, that work with customer return 

services in Ericsson AB. The goal of this work is to see if an integration of the both 

processes is profitable to Ericsson AB. The other purpose of this work is to compare a 

normal sales flow with a customer return flow from a scientific angle and to see what the 

differences are.  

The mapping will take help from previous knowledge and from the help of scientific 

articles. The collection of information has been enabled through interviews both direct 

and through telephone. The result has given a good overview picture about how both of 

the processes works and what costs that are lifting up the processes. An integration of the 

processes is definitely possible, by first conducting a small-scale test and just integrate 

the distributional flow a evaluation can be made to see if its viable to perform a large-

scale test. Some of the costs in the different processes differs due to pure price costs, 

others differs due to different work procedures e.g. the administrational costs.  

To able to see which parts that generate losses a more detailed mapping must be made, 

which analyzes every organ in the process more thoroughly. An analysis of that extent 

can be very time and cost demanding and it is important that companies have a solid 

strategy that can help taking decisions within that area.  

 

Keywords: Supply chain management, integration, tools of mapping. 
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1 2BDisposition 
 

15BChapter 1 Disposition 

 

16BChapter 2 Introduction 
The introduction is an introduction to the study. Here the background, purpose, questions 

and what is out of the scope.  

 

17BChapter 3 Method 
The method of the work will be displayed in this chapter. The methodology of the work is 

relying deeply on literature studies that describe theories, methods and models, which 

enable mapping, integrations and fundamental understanding of a supply chain. This 

section will be categorized in methodology, literature studies, interviews, mapping the 

supply chain, criticism to the method and reliability, validity and generalization.  

 

18BChapter 4 Theory 
Chapter three displays the theories that were necessary to perform the study. The theories 

and models that are displayed in this chapter are fundamental to perform a structural work 

in analyzing the factors that should be taken in mind when integrating two supply chains.  

 

19BChapter 5 Ericsson AB 
This chapter displays the company Ericsson AB, the organization Customer Return and 

the new business framework ONE that will be implemented in October in Gävle.  

 

20BChapter 6 Mapping current organizations 
This chapter will show the result of the mapping of the current organizations. The 

mapping has been done with the help of; interviewing key persons in the organizations, 

meetings and the literature that has been read during and before this work were 

conducted.  

 

21BChapter 7 Integration of the supply chains 
This chapter will take the result of chapter 5 and build a model; the outcome of the model 

will try to cover the demands that were given by Ericsson AB and possibly find solutions 

for them. 
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22BChapter 8 recommendations to Ericsson AB 
This chapter will display the recommendations the author has to Ericsson AB 

 

23BChapter 9 Analytic discussion 
This chapter will discuss and analyze if the results that have been achieved during this 

work answers to the purpose and the questions that were in the scope.  

 

24BChapter 10 Conclusion 
This chapter will answer to the purpose and the questions that were brought up through it. 

It can be viewed as an résumé of the result of the project.  
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2 3BGlossary 
 

EAB   

Ericsson AB  

 

CDC  

 Customer Distribution Center  

 

ECHO  

A business system that the market units and return logistic managers use to exchange data 

regarding products  

 

HWS 

Hardware Services the organization that takes over the process after claims 

 

LCW 

Local Claims Warehouse, a warehouse that is used to its specific local country  

 

MU 

Market Unit. The market unit organization works with the end-user customers  

 

ONE 

The next business framework that will be used by all organizations within Ericsson 

 

RCW 

Regional Claims Warehouse, a warehouse that is used for different countries in its 

regional 

 

SCM 

Supply chain management, planning, management and control over internal and external 

processes 

 

Third Part logistic 

A third part logistic company takes care of some of a company’s’ flow through 

coordinating their raw material storage, or products by storing, ordering and distribute it 

to the company when the company demands it 
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3 4BIntroduction 
 

3.1 25BBackground 
With the introduction of ONE in Gävle in October, Ericsson AB aims to integrate their 

current different business systems in to one. This has opened the investigation within the 

customer return organization to see if there any profit in integrating the two processes that 

handles the customer return service. The organizations are the Claims department and the 

Hardware services department. The organizations work within the same process.  

 

3.2 26BPurpose 
The purpose with this work is to examine which factors are of importance in an analysis, 

integration and development of a company’s customer return flow. The purpose of this 

work also aims to analyze what characteristics a customer return flow has compared to a 

regular sales flow. The case is conducted on Ericsson AB in Gävle.  

 

3.3 27BQuestions 
The questions that have been brought up have been created by the guidelines given by the 

purpose of this work and by the discussions that has been brought up during the work. 

The questions that have not been generated through the purpose exist to validate and 

ensure the reliability and quality of the work.  

These are the questions that have been brought up:  

 

• What methods and models exist to map supply chains and which one is most 

attractive? 

• What are the pros and cons with the different mapping guidelines? 

• How useful are the models that were used?  

• What are the advantages and disadvantages of integrating the Claims and HWS 

processes? 

• How does a customer return flow separate itself from a normal sails flow? 

• What’s the price difference between a Claim product and a HWS product? 

• How does Ericssons’ process flows look from a theoretical angle? 
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3.4 28BScope 
The scope from Ericsson AB aims to include the structural resources such as storage 

facilities, distribution solutions and costs. It will also investigate costs and lead times.  

In this study no investigation will be made if any organizational changes within Ericsson 

are required, with the implementation of the structural changes.  
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4 5BMethod 
 

The method of the work will be displayed in this section. The methodology of the work is 

relying deeply on literature studies that describe theories, methods and models, which 

enable mapping, integrations and fundamental understanding of a supply chain. This 

section will be categorized in methodology, literature studies, interviews, mapping the 

supply chain, criticism to the method and reliability, validity and generalization.  

 

4.1 29BMethodology 
The main purpose of the work is to conduct and investigation if two infrastructures that 

work with customer return services can be integrated in to one. The goal with the 

integration is to gain profit through higher delivery precision, shorter lead-times and to 

obtain a standardized work process. The method of this work will be performed by 

reading literature, investigating the business case, mapping the supply chains and then use 

the gathered facts from the literature studies and apply them to the case. This will result in 

a model that will be tested and reflected to it original literature.  

 

 

4.2 30BLiterature studies 
The literature studies aims to give a fresh knowledge and background of supply chains. 

Literature involved in this project is “Logistics and Supply Chain Management by 

Christopher (2005), Integrerad Organisationslära by Bruzelius and Skärvad (2008) and 

journals from the Emerald database and Science Direct, which is given access through the 

university’s library. The literature describes the fundamental theories, methods and 

models of mapping supply chains, supply chain and organizational integration and SWOT 

analyzes. 
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4.3 31BInterviews  
 

The interviews that have been made were conducted through telephone, mail or through 

dialogues. The purposes of the interviews were both to acquiring information about the 

current situation and to evaluate suggestions about the future.  

The questions asked during the interviews has been both directly and indirectly associated 

with the purpose of the work. None of the interviews has been recorded. The questions 

that have been asked have been structured in a way that allows the interviewed person to 

answer in a free non-structural way. There have been tree formal interviews with persons 

that have a both direct and indirect relationship to this work. The persons that have been 

interviewed are:  

 

Per Wiberg Manager-Supply Claims 

Sami Jonsewall Return Logistics Management 

Anders Eibl Project Manager-Supply 

Joakim Björklund Repair Program Manager 

Anders Pettersson Manager-Manufacturing 

Marcus Backlund Process manager Claims 

 

The interviews were unstructured and the questions were developed in an ongoing 

process during the flow of the interview. The questions that were asked were directly 

aimed to the position of the interviewed person. 
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4.4 32BCriticism to the methodology  
When performing a work a certain method must be selected. This method is usually the 

author’s own method, that is performed and used with the help of theoretical references. 

To evaluate the method that has been performed in this work the method has to be 

dissected into its components. The key factors to accomplish the method were gaining 

information from; interviews, meetings, and theories. The purpose of the method was to 

accomplish the purpose of the work. By doing the work at Ericsson AB and writing the 

thesis at the same place can result that the results are colored from the other employees, 

the overview perspective can be tainted and end up with the author feels as being one 

among the others. Criticism to the interview methods that is not structured is that the 

person that is interviewed can easily color the interviewer and make big impacts on the 

work. The result from the unstructured interviews can also bring up answers to questions 

that are not relevant or has already been answered to. A method that involves both 

structured and unstructured interviews are more preferred but can be more time 

demanding.  

 

 
 
4.5 33BQuality of the method 
 

Validation 

Thurén, 1991 speaks of that validation means that you have investigated what you want 

and nothing else. He speaks of that if a study has a low validation, a good reliability has 

no importance. A good validation also means that the work has been conducted with a 

correct method from the outcome of the purpose. Arbnor et al (1994) claims that the 

validation can be increased if a lot of time is spent at the company with persons that are 

involved with the case. Validation can be categorized in internal and external validation. 

The internal validation reflects if the conclusions that have been made in the current 

situation are valid. The internal validation is dependent of the current situation. The 

external validation reflects if the conclusions that have been made are repeatable in other 

similar situations.  

 

The meetings and interviews that have been conducted have increased the validity, due to 

the fact that every interview and meeting has provided with an extra jigsaw part to 

complete the puzzle. Auditors and persons that have been interviewed have continuously 

examined the work that has been conducted. The recognition of that the decisions that 
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have been made are correct has increased the validation (Stjernström, 2005). The external 

validity of the work is divided, depending of what part that is analyzed, looking at the 

integration part, the literature says that it’s a positive effect to integrate supply chains for 

several reason. The conclusion of this work is to integrate the supply chains, which gives 

this work a high external validation. However the mapping of the supply chains in this 

work has been done through the specific help from Ericsson and their demands, which 

lowers the external validation from that point of view.  

 

Reliability 

Thurén (1991) means that a high reliability prevents that chance has an impact to the 

procedure of the work. The person who conducts them should not affect the measures that 

have been conducted. There are two different approaches gathering information, by 

quantitative investigations and qualitative investigations. If the answers to the questions: 

“How often?”, “How many?” and “Who?” are demanded a quantitative investigation is 

preferred. A quantitative investigation gives simple answers that can be divided in scales 

and give a high reliability.  

A qualitative investigation aims to give the answers to the questions; “Why?” and are 

generally more deep than a quantitative investigation. 

This work has gathered its data through a qualitative investigation. 

To achieve a high grade of reliability can be a problem in qualitative investigations since 

the result is affected by a high grade of the author that has been gathering the data and 

how that data has been intrepid. The results might be very unreliable if a work has a low 

reliability. 

 

To prevent a low reliability the result of the work has been constantly been brought up 

during interviews and hearings. This is to inform the involved person of the result and to 

listen to their responses about it. This helps to maintain a high reliability.  

The interviews however aren’t constructed in a structured way and has been performed in 

a way that makes the person interviewed to reply in a freely way. This is to let the 

interviewed person to give his / her thought about the work without restricting them to 

any boundaries. Arbnor et al (1994) speaks of that it is more important to find usage of 

the data gathered than how the data was gathered. The interpretation of this is that it is 

more important to conduct a work with a good result than to make the work repeatable by 

others.  
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5  6BTheory 
 

Chapter three displays the theories that were necessary to perform the study. The theories 

and models that are displayed in this chapter are fundamental to perform a structural 

work in analyzing the factors that should be taken in mind when integrating two supply 

chains. Organizational integrations are also brought up in this chapter. 

 

5.1 34BThe concept of supply chains 
 

In general a supply chain describes the flow from a raw material trough its production to 

its end costumer. This flow is composed by different actors that are dependent of each 

other and through material, payments and informational flows (Mattson 2002).  

The idea of supply chain management is not new; it was early used in combination with 

logistics within the military to supply the army with weapons and food. (Christopher 

2005. This theory was later developed through 1960 and 1980s to be used within the 

industry. (Mills, et al 2004).  

 

The supply chain concept is majorly about the external activities around an organization.  

In theory the fundamental part of the concept is external logistical processes between 

organizational boundaries were the process is build on a logistical framework 

(Christopher, 2007). The production system itself is being treated as numbers in the 

distribution flow with suppliers and customers that become involved through “upstream” 

(material flow) and “downstream” (informational flow) connections (Mills, 2004; Li et al 

2002).  The supply chain usually involves a global network with several different 

suppliers and customers that communicate through advanced informational technology 

(Fawcett and Magnan, 2002).  

 

The success rate for many firms within the supply chains is dependent on the ability to 

create a balance between product and process flows in combination with a flexible and 

variation customer demand (Stewart, 1997). In detail the goal is to achieve a more 

effective material and informational flow, reduce lead-times, create cost reductions and 

increase the service grade towards customers (Christopher, 2005).  
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5.2 35BSupply chain models 
The purpose with models is to visualize the different processes around and between 

organizations, suppliers and customers within the supply chain. This will enable an 

effective management and integration and coordination of the supply chains components 

and elements (Li et al 2002).      

The following methods that will be described below will describe the possibilities to 

reduce lead-times, lower costs, and show relationships from different angles.  

(Christopher, 2005). 

 
5.3 36BSupply chain management in aspect of integration 
The global economy has changed the rules of the marked between involved companies in 

any supply chain. This has led to new collaborative and co-operative relationships 

throughout the supply chain to increase the degree of interaction (M. Victoria de la 

Fuente et al 2007).  The objective of an integrated supply chain strategy is to synchronize 

the requirements of the final customer with the flow of materials and information along 

the supply chain in order to reach a balance between high customer service and cost 

(Shawnee K et al 2003). One of the benefits with an integrated supply chain is to reach a 

better strategic position and obtain higher profits in comparison to other supply chains 

(M. Victoria de la Fuente et al 2007). Monczka and Morgan (1997), Lambert et al. 

(1998), Rushton et al. (2000), Chandra and Kumar (2001) and Rudberg and Olhager 

(2003) describes he problems with supply chains as:  

• Fragmented chain (each member is only focused on its own processes) 

• Integration of processes and decisions between suppliers and clients.  

• Lack of information systems connecting the different members of the chain.  

Shawnee K et al (2003) study represents a research model of supply chain integration and 

performance, figure 1, the model displays that with the help of an integrated supply chain 

strategy and a integrated information system, such as a business system that is used by 

both parts will help the integration.  

 
Figure 1. Integration process 
Source: Shawnee K et al (2003) 

Integrative 
Information 

Technologies 

Supply chain 
Integration 

Customer 
Service 

Financial 
Performance 

INTEGRATED SUPPLY CHAIN STRATEGY 
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The hypotheses that Shawnee K et al (2003) presents are:  

H1:  “There is a positive relationship between integrated information technologies and 

supply chain integration” 

H2: “There is a positive relationship between supply chain integration and customer 

service” 

H3: “There is a direct positive relationship between customer service and financial 

performance”  

H4: “There is a direct positive relationship between supply chain integration and 

financial performance” 

The outcome of the study claimed that hypotheses H1-H3 were correct but that there was 

no support for hypothesis H4.  



 13

 

5.4 37BIntegrating or segregating organizations 
 

In the 1970’s a new theory was brought up by how an organization should be built up. 

The Business idea perspective increased the situational view and gave possibilities to 

increase value to companies and customers by looking at their business model and 

organizations (Bruzelius and Skärvad 2008). Bruzelius an Skärvad (2008) says that there 

are six questions that should be questioned systematically that a board should ask them 

selves when integrating an organization.  

The first question is: Which organization form, which are our customers and how do we 

build value?  

The second question is: How do we distribute and produce our products? 

The third question is with Woodwards terminology: What are the technical products / 

requirements that are needed to develop and produce our products / services? 

The fourth question is: How dependent are the organizations business strategies with 

each other’s? 

The fifth question is: How similar are our cultural values and can they be united? 

The sixth and final question is: In what phase is the business idea?  

 

From these questions a decision can be made if the organizations should integrate with 

each other or segregate. 

The scope of this work was not to look at any organizational changes, but there was 

interest both from the author and the university to write about organizational integrations, 

from a theoretical angle. 
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5.5 38BTools of mapping  
The logistical symbols displayed in figure 2 are being used during the mapping of the 

different processes and flows with the help of the models displayed in chapter 3.  

 

 
 

Figure 2. Logistic symbols. 
Source: Authors description of Olhager, J. (2000) Produktionsekonomi, Studentlitteratur. 

Operation / Activity  

Storage 

Transport 

Control 

Document 

Material flow 

Information flow 

Computer system 
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5.5.1 51BMethods to map a material flow 
Figure 3 displays an example of a material-/information flow. This method illustrates the 

logistical activities in a simple, compact and graphical way to understand the process. 

(Olhager, 2000). 

The process is made of different operations and storage points which combined with 

other processes makes a total picture of the material and information flow. When 

mapping internal logistical flows, the typical symbols that are used are the standardized 

ones (Olhager, 2000).   

 

 

 

 

 

 
 

 

 

Figure 3. Example of a material flow  
Source: Author. 

 

Childerhouse et al (2003) concludes that if the mapping of a material flow should show a 

complex flow, then an ineffective material and informational flow could be the matter. He 

also describes the possible actions in a framework with “12 rules” to obtain a simple and 

more effective material flow within the supply chain.  

 

5.5.2 52BModel to mapping lead-times 
One model for mapping lead-times by Christopher (2005) illustrates in figure 4. The 

models are used to map the different lead-times in combination with material and product 

flows from the supplier to the customer. The horizontal axis shows the value generating 

activities that are essential within the process, e.g. transport time, production time and 

assembly time. The vertical axis shows the non-value generating activities, such as 

storage time, where the product only costs money.  

                  

  

       

      

NEJ JA 
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Figure 4. Model to map valued time in a supply chain.   
Source: Christopher, M., Logistics and Supply Chain Management, Prentice Hall, 2005. 

 

Baker (2007) also uses this model in his study of 13 supply chains to investigate the 

companies’ material, product flow and the companies’ storage structure. Baker (2007) 

also states that a notable share of total logistical costs still comes from storage and buffers 

of materials and products, which is displayed, in the vertical axis in figure 4. The reason 

for this is uncertainty in forecasts and the demand from customers. Christopher (2007) 

claims that this model also can be used to map the logistical pipeline and as an internal 

benchmarking tool or as a re-engineering of different projects.  

 

5.5.3 53BModel to map costs 
Another model is displayed in figure 5. The model is time-based and shows the total cost 

and the value added during the whole enhancement chain. (Hines et al, 1998; Christopher, 

2005). 

    Industry Customer 

Supplier Producer Distributor 

(Time

) 

(Time

) 

(Time) 
(Time) 

Value-adding activities 

(Horizontal) 

Non-value activities 

(vertical) 

(Time) (Time) 

(Time) 

(Time) 

(Time) 
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Figure 5. Cost-added versus value-added time. 
Source: Christopher, M., Logistics and Supply Chain Management, Prentice Hall, 2005. 

 

The graph displays in a simple way how the procedure of products added value during a 

certain time in a supply chain. The purpose according to Christopher (2005) with the 

model is to create a map of the supply chain to reduce lead-times within the processes 

such as storage time when the product is complete. New (1993) also describes this as a 

method which is very useful when mapping a supply chain in the aspect of lead times.  

 

5.5.4 54BModel to map relations 
The purpose of mapping relations is to show which relationships are necessary and which 

aren’t within the supply chain. Li et al (2002) describes the process within the supply 

chain as a series of logistical chains that connects to unite specific goals through the 

transfer of input to output. Li et al (2002) states that there is tree aspects that describe the 

process within the supply chain: functionality, process flow and coordination 

mechanisms. The functionality of the process defines the inputs and outputs of the 

process; it describes what needs to be done within the process. The process flow 

describes the activities of the sub-processes that transfers input to output. The 

coordination mechanisms are responsible of managing and coordination of the external 

and internal relationships and to control the activities.   

Figure 6 illustrates an example of a combination of internal and external parts of an order 

process by Hines et al (1998). This can display the relationships and interactions within 

the flow and the different functions in a fast and easy way. This is made to simplify the 

understanding of the exciting relations within the process.   

Raw material 

stock 

Production 

Finished 

stock 

In-transit 

Regional 

stock 

Customer 

delivery 

Cost-adding time

V
al

ue
-a

dd
in

g 
tim

e 



 18 

 
Figure 6. Supply Chain Relationship Mapping. 
Source: Hines, P., Rich, N., Bicheno, J., Brunt, D. and Taylor, D., Butterworth, C. and Sullivan, J. (1998) Value Stream     

    Management, The International Journal of Logistics Management, Vol. 9, No. 1. 

 

 

 

Hines et al (1999) also uses a new variant of the method that is mentioned above in his 

study to perform a ”process benchmarking” in aspect on development of the supply 

network around a distributor of electronically components. The new variant aims to map 

the most and less profit generating activities of the company. This is suppose to be a 

starting point to indentify possibilities to enhance the integration process to suppliers. As 

a complement to the mapping Hines et al (1999) uses a Pareto classification (A, B, C) and 

a table who shows all necessary process activities. Stewart (1997) also states that 

“benchmarking” can be a possibility to compare companies’ own process with other 

companies to demonstrate and practice the best possible process.  
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5.6 39BSWOT analysis 
 

SWOT is an short form from it key components:  

Strengths – what strengths can be used to build on, Weaknesses – what weakness should 

be covered, Opportunities – which opportunities can be captured and Threats – which 

threats should be defended against. (Glaister & Falshaw, 1999). In its simplest form, Kay 

defines the SWOT as a “simple list” (1993, p 268). The SWOT itself is not an analysis 

but a tool that can aid in performing a wide analysis (Lawrence P. Ettkin et al 2006). 

Bullington (2005) agrees that SWOT analysis can be used in an effective way in an early 

environmental analysis due to its categorical structure. The strength and weakness criteria 

should include all the resources in all aspects the firm has. The threats and opportunities 

should include other actors, political and legal aspects and economy (Mercer 1991). 
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6 7BEricsson AB 
 

This chapter displays the company Ericsson AB, the organization Customer Return and 

the new business framework ONE that will be implemented in October in Gävle.  

 

Lars Magnus Ericsson formed Ericsson in 1876, he opened his store in Stockholm to 

repair telegraph equipment. Today Ericsson is a leading provider in telecommunication 

and data communication systems and related services covering a range of technologies. 

Ericsson has offices and operations in more than 150 countries and has over 70,000 

employees. In 2001 the handset division formed a joint venture with Sony called Sony 

Ericsson, which produces mobile phones.  

 

The vision Ericsson has is “To be the prime diver in an all-communicating world” 

Their core values are “Respect, professionalism and perseverance are the values that 

are the foundation of the Ericsson culture, guiding us in our daily work - how we relate to 

people and how we do business.” 

 

6.1 40BCDC Gävle 
There main production facility in Gävle is located at skolgången and it is called Customer 

Distribution Center Gävle – CDC gävle. The organization is presented in figure 7. The 

main task Gävle has is to construct, implement and produce radio base stations to the 3rd 

generation of the mobile network. 

 
Figure 7. Customer Distribution Center Gävle Source: Ericsson AB
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This work will be performed under the organization of Customer Return, which is shown 

in figure 8. The Claim department is the sub department that will be affected during this 

work.  

 

 

 
Figure 8. Customer Return Gävle 
Source: Ericsson AB
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2000 Today 2010 

 

6.2 41BONE 
ONE is a global Ericsson program that will include about 100 projects in the total scope. 

In brief, the program will deliver the changeover for the company into working in a 

similar way, in a global data solution used for supporting Ericsson’s business processes in 

e.g. Finance, Supply, and Project Management. Today, Ericsson employees use many 

different IT platforms for business related tasks. These different platforms are similar to 

each other, but are not aligned. Information created in one system may not be seen in 

another, and people working on different platforms also use different working processes. 

Maintaining several platforms is, in addition to that, not effective from an IT cost 

perspective. By standardizing these so called ERP (Enterprise Resource Planning) 

environments into a single one, and work in a consolidated way, the company will gain 

benefits. Figure 9 shows how the vision to integrate the different frameworks would be.  

 

 

 
Figure 9. The vision with one  
Source: Ericsson AB 

 

The purpose with ONE is:  

• To integrate units and functions across the company into a single IT system. 

• To serve different units’ particular needs in a single IT system. 

• To use one source of information instead of many. 

• To use one Way of Working within the company. 

 

The ONE business platform will be implemented in Gävle in October 2009. 
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7 8BMapping current organizations 
 

This chapter will show the result of the mapping of the current organizations. The 

mapping has been done with the help of; interviewing key persons in the organizations, 

meetings and the literature that has been read during and before this work were 

conducted.  

 

7.1 42BServices provided by Customer return 
As figure 10 shows there is several different processes that takes action during the after 

sales process. The initial process is the Claims process that is followed up by the HWS 

process (Hardware services). Under its order there is two different sub processes named 

Warranty and Itemized service. Within this process there are different methods and 

services that provide the customer with a replacement product. The services that will be 

brought up in this work is: SWAP, Advanced SWAP, Repair and return and Ship only.  

Some customers have the option to choose which service they prefer.  

 

 

 

 

 

 

 

 

 

 

Figure 10. Overall picture of the Customer Return Process 
Source: Ericsson AB 

 

Overview the definitions of the process marks: 

 

PC112: Sub-order ready, is when the supplier purchase order is ready for distribution. 

PC2: On site is when the complete customer purchase order is available at site or 

delivered directly to an agreed customer delivery location (if installation is not included 

in the agreement). 

SA: Site acceptance, the customer has accepted the installation and running of the 

product. 
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IG: Non- warranty, the products warranty expires and the continuing service is 

depended from the terms in the contract that the customer has demanded.  

RE6: Restriction point 6, the product is restricted to stay in the market.  

 

7.1.1 55BSWAP and Advanced SWAP 
The SWAP and Advanced SWAP services are one of the main services that are used by 

Ericsson’s customers. Figure 11 shows how the SWAP process works. The Customer 

return office receives a faulty unit order by the customer. First they register and validate 

the order. Then one of the return logistic managers authorizes the order and schedules 

where the picking location is and when the shipment is being executed. The warehouse 

receives the faulty unit and a notification is sent to the customer return office.  The 

selected warehouse picks the specific replacement item and ships it to the customer. 

Depending on where in the process the fault occurs the customer may be billed for the 

service 

In the Advanced SWAP case the supplier in this case Ericsson receives the faulty unit 

after the replacement unit has been shipped out the customer.  

 

 

 
Figure 11. SWAP  
Source: Ericsson AB 

 

7.1.2 56BRepair and return 
Customers that need the same product that has been sent in return due to different reasons 

are usually using the repair and return service, figure 12. The procedure is similar to the 

SWAP service in the beginning. After the warehouse has received the faulty unit the 

Customer return office creates a repair order that is sent to the supplier of the faulty 

product. The product gets shipped to the supplier and gets repaired. Once the product has 

been repaired it gets shipped to the customer through the warehouse. Depending on where 

in the process the fault occurs the customer may be billed for the service. 

 
Figure 12.  Repair and Return 
Source: Ericsson AB 
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7.1.3 57BShip only 
When a product is not worth taking home due to that the actual return cost is higher than 

the products cost e.g. a faulty cable the customer return department doesn’t demand the 

faulty unit back and sends a replacement unit right away as in figure 13. Depending on 

where in the process the fault occurs the customer may be billed for the service. 

 

 

 
Figure 13. Ship Only  
Source: Ericsson AB 

 

 

7.2 43B Mapping the Claims process 
From the day the customer confirms that their product has been received (PC2 in figure 

14), the Claim services steps in, it lasts for 6 months. Claims usually work with advanced 

SWAP services; their requirements are to swap the defect product to a new one. Last 

years volume (2008) was X orders.  

 

 

 

 

 

 

 

 

 

 

 

 

Figure 14. The Claims process in the Customer return process  
Source: Ericsson AB 
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7.2.1 58BMapping the process flow 
The claim process starts when a customer claims that a product is defect. They send an 

electronic paper, a blue tag, to the nearest MU. The MU gathers the data from the blue tag 

and fill out a new document within a database named ECHO. In ECHO the document 

gets sent to the closest Claims warehouse and to the Claim-department.  The warehouse 

determines if the faulty product from the ECHO documents is in stock or not, no matter 

the outcome they always notify the Claim-department the result. If the warehouse should 

have the product, they replace the customer with their own product and the document that 

the Claim-department received becomes an information mail.  If the warehouse shouldn’t 

have the required product the claims operations personnel, also known as RLM’s (Return 

logistic managers) makes a claim-order in the computer system CBS. When the 

replacement product arrives to the customer the Claims-department sends a request order 

to the customer to return the faulty unit to investigate the fault. When the faulty unit gets 

back to the CDC (in this case Gävle) they sort the product up depending on which 

supplier it comes from and send it to investigation. If the fault is made by the customer or 

by Ericsson, Ericsson pays the bill. If it’s a fault from the supplier, Ericsson gets credit 

from it.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 15. The Claims process flow 
Source: Authors interpretation of Ericsson AB 



 27

 

 

7.2.2 59BClaims lead-time and value added time 
The lead-time within the claims process depends both of what service that has been used 

and the geographical location of the storage the replacement product is sent from. The 

time that it takes for the department to process each individual claim does not differ much 

depending in the aspect of geographical location or service. The average management 

time for a claim is one and a half hour. Abnormal claims usually take longer time to 

manage. The time for storage points to pick a replacement product and envelope it takes 

on average a day to process. The distribution time differs due to the choice of distribution 

services. Some customers prefer to have their replacements delivered to the next day, 

which costs more money. Other customers don’t mind that it takes between 4 to 5 days of 

delivery.  

The value added time within the claims process can’t be measured with money gained, 

since the process is a service that gets paid by Ericsson. So instead of measuring value in 

money gained, “time saved” in other words money saved is the way the Claims 

department measures value. Figure 16 shows where value can be acquired in the claims 

process. 

  

 
Figure 16. Cost and value added time in the Claims process 
Source: Authors Interpretation of Christopher, M., Logistics and Supply Chain Management, Prentice Hall, 2005. 
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7.2.3 60BThe warehouse structure at claims 
The Claims department uses three different RCWs – Regional Claims Warehouse and one 

LCW – Local Claims Warehouse. The RCW’s are located in Panama, Singapore and 

Stockholm. The LCW is located in Dallas. The warehouses are located in Free trade 

zones; these are zones within countries that are counted as international territory where no 

taxes are being paid. The warehouses at these locations are managed by 3PL – third part 

logistics.  Every week the warehouses reports to the main department with their current 

stock level. If there’s a need, the claims department replenishes their stocks. The 

computer systems that are being used at those storages are different from the ones 

Ericsson is using.   

 

7.2.4 61BRelationship mapping in the claims process 
The relationship map that is illustrated in figure 17 is created by the model from Hines et 

al (1998). The mapping shows the involved function with the different relationships 

within the supply chain and their interaction between customers, suppliers and different 

warehouses. In reality the complexity of the process is very high and acquiring an 

overview of how the whole flow works can be very hard.  

 

 

 

 

 

 

Figure 17. Relationships mapped in the Claims process.  
Source: Author 
 

Li et al (2002) states that when the describing a process the defect products is the chains 

input and the repaired or new products the output of it. With the help of a relationship 
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the role to coordinate the flow. Coordination points is by Li et al (2002) can be described 

as a contract between customer and supplier, where one of the parts has access to 

coordinate the other companies resources.  
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7.2.5 62BSWOT analysis Claims 
The SWOT analysis was performed with the help of interviewing key persons within the 

Claims department and by a previous scope made by two managers at the Claims 

department. This SWOT analysis is an interpretation by the author of the previous SWOT 

analysis made by Per Wiberg and Marcus Backlund. SWOT stands for; strengths, 

weaknesses, opportunities and threats.  

 

Strengths: The strength with the Claims department is that they have a broad 

competence and experience with the work they are doing. Their service covers a high 

Varity of products and processes within Ericsson. Their organization is process based and 

they have a well-established structure. Their influence on the new business program 

“ONE” has been large and they will start using ONE at a very early stage to help the 

ongoing development.  

 

Weaknesses: The weakness that the Claims department has is that they can’t have any 

prognosis of their in flow. They also have a very complex processes which with a lot of 

“if” and “then”. Their return flow can sometimes be “static “in terms of stops in the 

processes that demands actions, which leads to stalls. Being a global service means that a 

lot of rules from different countries affect them. Bureaucracy from countries customs can 

stall the distribution flow.  

 

Opportunities: The opportunities that the Claims Department has are to develop a more 

cost effective process, evolve their storage structure and to use already existing resources 

within the organization.   

 

Threats: The threats that the Claims department has are internal competitors that want to 

take over the claims service. Political decisions can sometimes works against the progress 

of developing an effective supply chain and put up demands that does not benefit the 

process. A higher grade of quality of the products would result in a less demand of the 

claims organization.  
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7.2.6 63BCost analysis Claims 
The costs that have been of relevance for this study has been the costs that are displayed 

in table 1. These costs are the warehouse costs, which covers all expenses within the 

warehouse. The total warehouse cost was obtained by interviewing Per Wiberg. The 

volume was obtained by gathering the information of how many orders that were shipped 

from the RCWs’ the last year. This resulted in that the average cost per unit from a 

Claims warehouse was X EK. Note that this cost was a bit uncertain since one of the 

warehouses might be charging in a wrong way. Due to the time limit of this work, the 

price was accepted and therefore used. The distribution costs are the total costs from the 

year 2008; these costs represent only the outgoing flow from Claims. The cost was 

acquired by looking at last year’s distribution cost and last year’s total volume. The 

average distribution cost per unit ended up being X SEK.  The administration costs cover 

all the expenses that are required to run a claim department. The cost was obtained by 

looking at the cost for administration expenses only within the time period of January to 

the end of April. This cost was divided with the volume that had been managed during 

this period. The administration cost resulted in an average of X SEK per order. By 

summing up theses costs up, the total cost for these three categories ended up to be X 

SEK.  

 

 Components Total Cost (SEK) Total Volume Average Cost / 

Unit 

Warehouse X X X 

Distribution X X X 

Claims Admin X X X 

TOTAL   X 

Table 1. Claims costs 
Source: Ericsson AB 
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7.3 44BMapping the HWS process 
When the claims service-time expires the after sales processes start to manage the 

customer services. Even though the claim service-time has expired the customer still has 

a warranty time that last for 15 months after the product has been produced. Ericsson 

covers the warranty expenses but there are several solutions that are offered to the 

customers. The solutions are: repair and return, Swap, Advanced Swap and Repair these 

solutions are described in chapter 7.1.1. When the warranty time runs out Ericsson offers 

the customer to sign a continuous service-contract with the customer, with the customers 

demands this is named “Itemized Service” that is showed in figure 18. The customer can 

e.g. demand shorter lead-times for their services. The shortest lead-time is down to two 

hours. This requires that Ericsson places strategic warehouses throughout the world to 

have the capability to respond on those demands. The average volume the HWS 

department handles per year is 35 times more than the Claims department. 

 

                                           

 

 

 

 

 

 

 

 

 

 

Figure 18. The HWS process in the Customer return process 
Source: Ericsson AB 
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The procedure for a HWS is very similar to a Claims procedure except the fact that HWS 

uses repaired items and have different lead-times depending on in which phase of the 

process is present. The customer sends a CSR to a local MU (Market Unit) or a CDC 

(Customer Distribution Center). At the CDC or MU they “Register and validate” the 

order and implement it as a sales order in CBS. In this example Gävle receives this sales 

order and determines if the products needs to be sent to the CDC first or can be sent for 

repairs immediately. The faulty unit is either repaired through an internal repair center or 

an external repair center. When Gävle receives the repaired faulty unit they return it to the 

local MU and who sends it back to their customer. This procedure takes about 60 days to 

accomplish. If the customer wants the procedure to go faster they can demand through 

their contract to shorten their lead-times by acquiring a similar product from a local 

storage house. When the stock levels at the local storage facilities are being low a 

replenishment order gets created to replenish the stock levels.  

 

 
Figure 19. The HWS process flow 
Source: Authors interpretation of Ericsson AB 
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7.4 45BSWOT analyze HWS 
The SWOT analysis was the author’s own impetration of the HWS department and with 

the help of the SWOT-analysis of the Claims department. SWOT stands for; strengths, 

weaknesses, opportunities and threats.  

 

Strengths: The strength with the HWS department is their large volumes; the large 

volume enables them to demand better prices than organization with small volumes. They 

have a very efficient distribution flow that stretches down to a lead-time to two hours.  

 

Weaknesses: The weakness that the HWS department has is that they can’t have any 

prognosis of their in flow. Just like the Claims department they also have a very complex 

processes which with a lot of “if” and “then”. Being a global service means that a lot of 

rules from different countries affect them. Bureaucracy from countries customs can stall 

the distribution flow.  

 

Opportunities: The opportunities that the HWS Department have is to integrate their 

supply flow with the Claims department, this would unify the organizations and would 

lower the costs for both of the parts.  

 

Threats: The threats that the HWS department has are internal competitors that want to 

take over the claims service. Political decisions can sometimes works against the progress 

of developing an effective supply chain and put up demands that does not benefit the 

process. A higher grade of quality of the products would result in a less demand of the 

HWS organization. 
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7.5 46BHWS’s lead-time and value added time 
The lead-time within the HWS’s process depends entirely of what agreement the 

customer has signed in their contract to Ericsson. The fastest lead-time that Ericsson can 

offer to their customer is down to two hours. This means that they have placed a storage 

in a very local area near the customer. If the contract doesn’t have an agreement of faster 

lead-time, the standard lead-time is 60 days. The service that is offered then is a repair 

return service. The HWS department works with several products into one order, which 

gives a normally faster handling time per unit compared to the Claims department. Value 

can be added both in the administration time and in the delivery time, since it’s the 

customer who pays for the shorter transportation time.   

  

 
Figure 20. Cost and value added time in the HWS process 
Source: Authors Interpretation of Christopher, M., Logistics and Supply Chain Management, Prentice Hall, 2005. 
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7.6 47BCost analysis HWS 
The costs that have been of relevance for this study has been the costs that are displayed 

in table 2. All of the costs were acquired by interviews and getting information from 

Henrik Dahl from HWS. These costs are the warehouse costs, which covers all expenses 

within the warehouse. The distribution cost, which covers the outgoing flow from the 

warehouses. The administration costs, which covers all the expenses that are required to 

run a HWS department. By dividing the total cost of every row, with the total volume, the 

actual costs per unit were acquired. The warehouse costs were X SEK per unit. The 

distribution cost ended up to is on average X SEK per unit. The Administration costs 

were X SEK per unit. The “Other” category includes; Total insurance, Customs, 

Obsolescence, provisioning and scrapping costs. The “other” costs are X SEK.  

 

Components Total Cost (SEK) Total Volume Average Cost / 

Unit 

Warehouse X X X

Distribution X X X

SCOC Admin X X X

Other X X X

TOTAL - other   X

TOTAL    X

 

Table 2. Cost table HWS 
Source: Ericsson AB 
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8 9BIntegration of the supply chains 
 

In this chapter the possibility of integration between the two organizations logistical flow 

will be analyzed. This chapter will take the result of chapter 5 and build a model; the 

model will try to cover the demands that were given by Ericsson AB and possibly find 

solutions for them. 

 

8.1 48BCosts 
This part of the chapter will display what the cost outcome would be if an integration 

would be conducted.   

 

Warehouse costs 

The first cost is the warehouse costs; these are shown in table 3. The average cost per 

volume for an HWS warehouse is X SEK. This is X SEK cheaper than the Claims cost 

which is X SEK per unit.  

 

Components Total Cost (SEK) Total Volume Average Cost / 

Unit 

Warehouse HWS X X X 

Warehouse Claims X X X 

Table 3. Warehouse costs comparison 
Source: Ericsson AB 

 

 

Effects of integrating the warehouses 

By removing the current claim warehouses (RCW’s) and integrating the claim volumes to 

the current hardware services facilities would end up in a lower cost both for claims and 

HWS since Claims would share HWS’s warehouse costs. By watching last year’s total 

volume that was sent from warehouses, Claims would have saved: 

X × Y× Z ≈ ZXY SEK / year, which is a lot! 

In the long term this is a good saving for the Claims department.  
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Distribution costs 

The second costs are the distribution costs. Table 4. Claims are X SEK per unit more 

expensive than HWS in transportation costs. This is explained with that Claims has a 

different distribution service. They have to transport their product to the customer in the 

fastest way possible, HWS does this if the contract says so, but the customer pays the 

distribution costs in that case. Otherwise HWS can use a cheaper transportation solution 

that takes longer time to customers that have regular warranties.  

 

Components Total Cost (SEK) Total Volume Average Cost / 

Unit

Distribution HWS X X X

Distribution Claims X X X

Table 4. Distribution cost comparison between Claims and HWS  
Source: Ericsson AB 

 

Effects of integrating the supply chain from a distributional view 

It is difficult for the Claims organization to save money by integrating the supply chain in 

terms of distributing products to the customer. However by consolidating the transports to 

the warehouses will make a saving for both of the organizations. The faulty unit products 

can also be consolidated back to the repair centers.  
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Administration costs 

The administration costs for the different organizations varies quite much. The 

Administration costs for HWS per unit is X SEK, while it costs X SEK for Claims. 

Saying that Claims is X SEK move expensive than HWS is a wrong assumption since the 

work procedure that is conducted by the departments are different to one and another.  

 

 

Table 5. Administration costs comparison between Claims and HWS 
Source: Ericsson AB 

 

Effects of integrating the supply chain from an administrational view 

By integrating their supply chain and using the same information systems the 

organizations can learn from the other to increase their performance.  

The direct effects that are represented by Shawnee K et al (2003) are an increased 

customer service. This work was not aimed to investigate the organizational structures 

and changes by integrating the supply chain, although by integrating the supply chain the 

organizations has the change integrate the organization to increase their overall 

performance, increase their overview of the process, increase their negotiation strength 

and to use more strategically operations within the supply chain.  

 

 

 

 

 

 

Components Total Cost (SEK) Total Volume Average Cost / 

Unit 

SCOC Admin X X X 

Claims Admin X X x 
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8.2 49BSWOT analysis on the integrated supply chain 
By integrating the supply chain of the Claim and HWS organization, a new SWOT 

charter will be built up. The new SWOT analysis would be a combination of both 

organizations strengths but also new strengths will be created. This SWOT analysis 

would point out strengths and weaknesses in relationship to the non-integrated one. The 

SWOT analysis was performed with the help of interviewing key persons within the 

Claims department and HWS department. SWOT stands for; strengths, weaknesses, 

opportunities and threats.  

  

Strengths 

The strengths that the integrated supply chain will have is:  

• Larger volumes, which gives a stronger position to negotiate with suppliers.   

• An integrated process that gives an easier overview over the entire process. 

• Less expensive transportation costs, through consolidation when replenishing the 

stock levels at the warehouses.  

 

Weaknesses 

The weaknesses that the new supply chain will have is:  

• Two different organizations that demands more communication with each other. 

• Decisions regarding which organization will take the last product will have to be 

made. Which will require a extended framework with rules. 

Opportunities 

The opportunities that the new supply chain will have is: 

• With the integrated supply chain both integrated in logistical and information 

aspect, the integration of the organizations is possible.  

• The opportunity to be more involved and be more prioritized when developing new 

processes.  

• Lower capital costs for both organizations, since they can share some of the 

products. 

•  

Threats 

The threats that the new supply chain will have is:  

• Political decisions can sometimes works against the progress of developing an 

effective supply chain and put up demands that does not benefit the process.  
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8.3 50BVisualizing the integration 
 

By first visualizing the structure of the needs to do a successful integration, a foundation 

can be constructed. Shawnee K et al (2003) model shows that to conduct integration 

(figure 21), the firm needs to have information technologies, such as a business system, 

that is used from both parts. When the implementation of ONE is conducted this criteria 

will be met. When achieving a working information system between the two supply 

chains, the integration process can proceed.  

 

 
Figure 21. Integration process  
Source: Shawnee K et al (2003) 

 

8.3.1 64BIntegration on a small scale 
The next step Ericsson will be able to take is to integrate the supply chains. This would 

mean that they would have the same distribution flow, to a storage where integration of 

the storage place has been conducted. A good example of a warehouse that already has 

Claim products and HWS product under the same roof is the warehouse in Dallas. No big 

changes are required to conduct a test there. The only change that has to be done is the 

administration work and how the replenishment work should be conducted. The final goal 

is that no matter if it’s a Claim or a HWS order, the replacement unit will be picked from 

the same storage location. This will be possible when the business framework ONE has 

been implemented within the organizations.  

By conducting this small test of the supply chain a new SWOT- analysis can be made to 

see if it strengthens the current one or disproves it.  

If this proves to be efficient for both parts, a larger scale of implementation can be 

conducted.  
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9 10BRecommendations to Ericsson AB 
 

This chapter will display the recommendations the author has to Ericsson AB. The 

recommendations will be represented in a punctual form.  

 

Recommendations: 

 

• Start by performing a small-scale test. 

A small scale-test will enable a real test of the integration without exposing the 

organization for the risks a complete test of the integration would bring. 

 

• Use a storage location where the products already exist at the same place e.g. 

Dallas.  

Dallas already has both Claims and Hardware services products in the same 

storage. This would mean that only administrational changes would be required.  

 

• Integrate the distributional flow, both physical and administrational. 

The integration of the distributional flow is the first step towards an integrated 

supply chain. When the distributional flow is integrated consolidation of 

transport should be aimed to. This will require collaboration between the two 

organizations.  

 

• Perform a new SWOT- analysis to see if it’s efficient for both parts. 

If the previous SWOT – analysis is proven to be correct, a large-scale integration 

can be performed.  

 

• Remove the RCW storages and completely integrate the distributional flow in 

the HWS flow.   

If the integration is successful the RCW storages are obsolete in terms of cost and 

can therefore be replaced by the current HWS storages.  

• Try to enable the usage of repaired products in the Claims flow.  

If a repaired product that is fully functional and has a satisfactory appearance 

can be used in the Claims flow. The capital cost of the overall organization 

would be lowered. 

•  Investigate if an organizational integration is viable.  
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10 11BAnalytic discussion  
 

This chapter will discuss and analyze if the results that have been achieved during this 

work answers to the purpose and the questions that were in the scope. 

 

The work can be parted in to two different parts, one that reviews theories and literature. 

One that uses the literature to map a supply chain and investigates the possibilities of a 

integration. With the help of literature studies the factors that were important of mapping 

a supply chain became visible. The literature shows different aspects that are important 

depending of what strategy the company has, what questions that are of importance and 

what purpose the case have.  

 

The purpose with this work was to examine which factors are of importance in an 

analysis and development of a company’s customer return flow. It also aimed to analyze 

what characteristics a customer return flow has compared to a regular sales flow.  

The questions that were brought up during the work were used as guidelines and helped 

to determine what is out of the scope and not, they also helped to keep focus on what was 

interesting to the scope and purpose.  

 

The questions that were asked were:  

 

What methods and models exist to map supply chains and which one is most attractive? 

The models that are displayed in chapter three are some of the models that exist to map 

supply chains, however there are several other models that have not been brought up in 

this work. The reason is that the models that were acquired were satisfying and were 

functional from the aspect of the purpose.  

 

What are the pros and cons with the different mapping guidelines? 

The key factor of determining what model is to be used in a work is completely 

determined by what purpose and guideline the works has. Christophes’ (2005) model to 

map lead-times is a very good model if the purpose is to mark lead-times and where 

eventual bottlenecks might be. However it is not an effective model if the purpose of the 

scope is to map the relationships within the supply chain, here Hines P et al (1999) is a 

much better model to use when mapping relationships.  
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What are the advantages and disadvantages of integrating the Claims and HWS 

processes? 

With the help of the SWOT – analysis the strength and weaknesses of the integration of 

the supply chains could be exposed. What came up in the analysis is that there are more 

positive effects than negative. These assumptions have been confirmed by people that 

have been interviewed. What should be considered is that the SWOT- analysis is 

conducted by interviewing members within the organization; their answers can reflect the 

cultural spirit within their company. This can lead to that the answers are colored in a 

positive way and dampen the negative effects. What is a strength at this integration might 

be weak compared to other companies and in reverse.   

 

How does a customer return flow separate itself from a normal sales flow? 

A customer returns flow can’t have the same possibilities a normal sale flow have.  

Normal sale flows have prognostic tools they can use to predict how the customer 

demand will look in the future. With that help they can build up their storages, capability 

and labor. With these factors as an advantage a more cost efficient model can be built up 

when building a normal sales flow.  

 

What’s the price difference between a Claim product and a HWS product? 

By investigating the costs in the different organizations cost tables could be performed. 

Even though the category is the same it can be misleading to compare the costs with each 

other, this is the case of the distribution costs and the administration costs. Even though 

they are categorized as administration and distribution costs the processes are different. 

E.g. the administration procedure at the Claims department is working in a different way 

than the HWS department does and is therefore more expensive. That does not mean that 

one method is worse than the other; the processes are just different from each other. In the 

future if the integration has been conducted, the opportunity to integrate the organizations 

are available and a standardize work model can be worked out.  

 

How does Ericssons’ process flows look from a theoretical angle? 

Looking at the two processes that has been investigated from a theoretical angle there are 

some things that are different from the theoretical view, e.g. it is very hard to obtain lean 

and prognostic data in a reverse supply chain. The outcome results in that the storage 

facilities have to have higher buffers in case several customers needs service. 
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11  12BConclusion 
 

This chapter will answer to the purpose and the questions that were brought up through 

it. It can be viewed as a résumé of the result of the project.  

 

The global market of today demands that the competiveness of firms not only extends to 

have good products to low prices, delivery precision and high quality. The after market is 

now just as important to the customer as in buying the product. Having the assurance of a 

company that they will provide an ongoing service through their products lifetime can be 

a major factor when picking a company. To satisfy their customers as much as possible 

continuous changes within their processes are important to maintain as a strong 

organization on the market. Companies’ can with the help from “Supply Chain 

Management” map their supply chains to get an understanding about which parts in the 

chain generates profit and which parts develops loss.  

 

One part of the purpose with this work was to examine which factors are of importance 

when analyzing, integrating and developing a company’s customer return flow.  

There are many factors that play significance in the development of a supply chain, in this 

work the most important factors for this particular work was brought up. Some were more 

important than others e.g. the mapping tools and theories behind Supply chain 

management compared to logistical models, but they still helped to give a better overview 

of the work. They were selected with the help of the literature that was read, the purpose 

and the questions that was brought up with the help of the purpose.  

 

Another question was if it was possible to integrate the two supply chains at Ericsson that 

manages the customer return flow in to one. This has been proved, by analyzing the 

factors that were of importance of the supply chains, the cost factors that lifted the 

processes and the logistical factors. All of these factors aims to that the possibility of 

integration is possible. How far the integration should proceed is the next question in the 

development of the integration. After this work is done the next procedure should be 

concerning a small-scale test to see if it is viable with integration on a distributional level.  

There’s no need to integrate the departments with each other to begin with. With the 

implementation of the new business framework “ONE” and integrated supply chains the 

opportunity of integrating the organizations is possible.  
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The comparison between a sales flow and a customer return flow gave the result that it 

was a huge difference in predicting the future. The sales flow could use prognostic tools 

to predict the future; by this they can reduce or increase their production rate. Having a 

tool that could do the same thing in a customer return flow would reduce their storage 

demands that they must have to being able to answer to the continuous changing 

demands. One way to predict their future is to do a more reliable product that had an 

average lifetime that had a high confidence level. Then the sales charts could be a 

prognosis to the customer return flow. E.g. a product has an estimated three-year-old 

lifetime with a 95% confident level. This would tell the customer return organization that 

in three years that product would most likely brake and need a repair / exchange. By this 

the organization could prognosis the actual volume that would be needed that month with 

an 95% confident level for that product.  

 



 47

13BReferences: 
Scientific articles 
 

1. Baker, P. (2007) An exploratory framework of the role of inventory and warehousing 

 in international supply chains, The International Journal of Logistics Management, 

 Vol. 18, No. 1, pp 64-80. 

 

2. Childerhouse, P. and Towill, D.R. (2003) Engineering the Seamless Supply Chain, 

The International Journal of Logistics Management, Vol. 14, No. 1, pp. 109-120. 

 

3. Duarte, C., Ettkin L P, M Marylin., Helms., and Andersson M.S., The challenge of 

Venezuela: A SWOT analysis.,  CR vol 16 no 3&4, 2006 pp.236-247. 

 

4. Fawcett, S. E., Magnan, G. M., The rhetoric and reality of supply chain integration, 

 International Journal of Physical Distribution & Logistics Management, Vol. 32, No. 

 5, 2002 pp.339-361. 

 

5. Hines, P., Rich, N., Bicheno, J., Brunt, D. and Taylor, D., Butterworth, C. and 

 Sullivan, J. (1998) Value Stream Management, The International Journal of Logistics 

 Management, Vol. 9, No. 1. 

 

6. Hines, P., Rich, N. and Esain, A. (1999) Value stream mapping, A distribution 

industry application, Benchmarking: An International Journal, Vol. 6, No. 1, pp. 60-

77. 

 

7. Li, Z., Kumar, A., Lim, Y.G. (2002) Supply chain modeling – a co-ordination 

approach, Integrated Manufacturing Systems, 13/8, 551-561. 

 

8. M. Victoria de la Fuente, Lorenzo Ros, Manuel Cardós. Integrating forward and 

Reverse Supply Chains: Application to a metal-mechanic company. Int. J. Production 

Economics 111 (2008) pp. 782-792. 

 

9. Mills, J., Schmitz, J. och Frizelle, G., A strategic review of “supply networks“, 

 International Journal of Operations & Production Management, Vol. 24, No. 10, 

 2004, pp. 1012-1036.  

 



 48 

10.   New, C. (1993) The Use of Throughput Efficiency as a Key Performance Measure 

for the New Manufacturing Era, The International Journal of Logistics Management, 

Vol. 4, No. 2, pp. 95-104. 

 

11.  Shawnee K. Vickery, Jayanth Jayaram, Cornelia Droge, Roger Calantone (2003) 

     The effects of an integrative supply chain strategy on customer service and financial 

performance: an analysis of direct versus indirect relationships, Journal of Operations 

Management 21 (2003) pp523-5439. 

12.   Stewart, G. (1997) Supply-chain operations reference model (SCOR): the first cross- 

industry framework for integrated supply-chain management, Logistics Information 

Management, Vol. 10, No. 2, pp. 62-67. 

 

Literature (books) 
 

Christopher, M. (2005) Logistics and Supply Chain Management, Prentice Hall. 

 

Olhager, J. (2000) Produktionsekonomi, Studentlitteratur. 

 

Thurén, T. (2007) Vetenskapsteori för nybörjare, Liber. 

 

 

 



 49

14BFigure and table list 
Figure 1. Integration process 11 
Figure 2. Logistic symbols. 14 
Figure 3. Example of a material flow 15 
Figure 4. Model to map valued time in a supply chain. 16 
Figure 5. Cost-added versus value-added time. 17 
Figure 6. Supply Chain Relationship Mapping. 18 
Figure 7. Customer Distribution Center Gävle Source: Ericsson AB 20 
Figure 8. Customer Return Gävle 21 
Figure 9. The vision with one 22 
Figure 10. Overall picture of the Customer Return Process 23 
Figure 11. SWAP 24 
Figure 12.  Repair and Return 24 
Figure 13. Ship Only 25 
Figure 14. The Claims process in the Customer return process 25 
Figure 15. The Claims process flow 26 
Figure 16. Cost and value added time in the Claims process 27 
Figure 17. Relationships mapped in the Claims process. 28 
Table 1. Claims costs 30 
Figure 18. The HWS process in the Customer return process 31 
Figure 19. The HWS process flow 32 
Figure 20. Cost and value added time in the HWS process 34 
Table 2. Cost table HWS 35 
Table 4. Distribution cost comparison between Claims and HWS 37 
Table 5. Administration costs comparison between Claims and HWS 38 
Figure 21. Integration process 41 
 

 


